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Abstract 
The competitive environment that  is experiencing a continous change, requires implementation, development and 
improvement of information technology in the hotel industry. The customers’ satisfaction is critical, therefore hotels have to 
implement new technologies that lead to understanding of customers’ consumption needs  and that contribute to fulfillment 
of current requirements in relation to the supply of services. Under the circumstances, we consider that information 
technology should represent an absolutely necessary  resource in the work of hotels to increase performance, statement 
sustained by international research in the field. Thus, the present research shows the importance of implementing 
information technology for managers as well as the relation between the factors that define information technology in hotels 
in Mureú county and economic performance through the tools of parametric and non-parametric statistics. The  results show 
a part confirmation of research assumptions, therefore the hotel industry in Mureú county should take into consideration 
improvement of information technology that serves the hotel industry. The conclusions of the study illustrate a significant 
importance for the managers of the hotels that require achieving customers’ satisfaction and implicitly favourable economic 
results.  
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1. Introduction 
Information technology should represent a basic resource in hotels in order to increase economic 
performances. This statement can be sustained by research carried-out in the field, that emphasized the 
existence of a positive relation concerning implementation of information technology and performance (Rai et 
al., 1997; Byrd and Turner, 2001; Kim et al., 2008; Abu Kasim and Badriyah Minai, 2009; Wu and Lu, 2012).  
 
 
* Corresponding author. Tel.: +4-074-517- 4515 
E-mail address: flaviaoltean@yahoo.com 
© 2014 The Authors. Published by Elsevier B.V. This is an open access article under the CC BY-NC-ND license 
(http://creativecommons.org/licenses/by-nc-nd/3.0/).
Selection and peer-review under responsibility of the Emerging Markets Queries in Finance and Business local organization
1536   Flavia Dana Oltean et al. /  Procedia Economics and Finance  15 ( 2014 )  1535 – 1542 
Nationally, the strength of competitive environment wherein operate suppliers of touristic services - and 
implicitly hotels - is related to a strong axis regarding policy and strategy developed through the process of 
service supply that requires introduction of the new information technologies. Mureú county represents a 
significant component of the national tourist supply, through the existence of a wide range of trip reasons, such 
as medical, dental, spa, business, conference, entertaining tourism etc., that drove the rise of competitiveness in 
the hotel industry. Although the effects of economic occurred in all economic fields, including in the tourism 
industry, according to data published by the National Institute of Statistics, in 2009-2011, arrivals of tourists in 
hotels in Mureú county registered an average annual growth rate of 13.71%. This situation resulted in 
strenghtening of competition and need of implementing information technology thanks to its benefits: getting 
loyal customers (by implementing an application named Customer Relationship Management),  improvement 
of profitability and improvement of processes concerning the supply of services. 
Therefore, atttention provided by researchers to the hotel industry nowadays, both nationally as well as 
internationally, together with statistical data supplied by foreign organizations in the field emphasize the 
importance of this research that is routed to two directions: information technology and performance in the 
hotel industry.  
 Under the circumstances we want to mention that this present study is part of a wider quantitative research 
that focuses on the improvement of management related to services in hotels in Mureú county, where the 
following elements were included: services supplied by hotel personnel, food services, leisure services, 
additional services and customized services together with managerial practices through strategy in services, 
quality of services, human resources and information technology.   
1.1. Information technology in the hotel industry  
In the past years, suppliers of services have invested a great deal in the development of information 
technology, in order to increase the efficiency of work, improve productivity and sustain management decisions 
(Kim et al., 2008, p. 500). To this effect, hotels have used information technology to improve productivity of 
employees and satisfaction of customers (Ham et al., 2005; Lam et al., 2007). 
Technology has developed permanently over the past years, therefore Internet, software and mobile 
technologies are increasingly focused on customer (Aldebert et al., 2011, p. 9).  
At present, information technologies in Romania that serve hotel services are the following: 
• Front-office information systems type Fidelio. The system facilitates registering of tourists, inventory 
and  management of rooms, marketing of tourist products or record of income 
(http://www.gtd20.ro/2010/01/sisteme-informatice-ce-deservesc-serviciile-turistice/); 
• Information systems dedicated to bookings. Systems get together booking and sales services with 
those of information, authorizing transmittal and receive of data from the global distribution systems 
(GDS) - Worldspan and Amadeus (http://www.gtd20.ro/2010/01/sisteme-informatice-ce-deservesc-
serviciile-turistice/). The two systems use the Internet, being used by both hotels and customers. 
Moreover, the fast development of Internet has generated a massive impact in the hotel industry 
(Abrate et al., 2012, p. 160), resulting in increasing competitiveness; 
• Hotel management information systems: 
o Medallion Property Management System (Medalion PMS) is the system in Windows version 
that comprises all modules required to carrying the work of a hotel, regardless the number of 
rooms and its structure (http://www.tcnet.ro/solutii-hoteliere/solutii-pentru-
hoteluri/expressoft-interface-manager.html). The system brings the increase of the number of 
customers, increase of profit and improve of hotel image;  
o Expressoft Interface Manager is another system used by hotels having the following versions 
: eXpresSoft Wireless Check, that allows waiters to replace their notebook with PC pocket 
devices, wireless connected, orders being supplied right from the customer table 
(http://www.tcnet.ro/solutii-restaurant/solutii-pentru-restaurante/expressoft-event.html), 
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eXpresSoft Master, system conceived for an accurate control of inventories, for a better 
planning, management and administration of resources and eXpresSoft Event, system that 
carries-out menus for cocktails, festal meals, catering etc. (http://www.tcnet.ro/solutii-
hoteliere/solutii-pentru-hoteluri/medallion-pms.html); 
• Customer Relationship Management (CRM) applications, that come from customer orientation, being 
used by suppliers of tourist services  and especially in hotels in order to improve the relation between 
the firm and customers (Wu and Lu, 2012, p. 276). According to some authors (Buttle, 2004; Abu 
Kasim and Badriyah Minai, 2009), CRM is considered as being a strategy, and is a requirement to 
attract and keep customers. Buttle (2004) defines CRM as being a basic strategy in business, that 
integrates processes and internal functions as well as external networks in order to create and provide 
value to customers and it brings  profit increase  in the end (Wu and Lu, 2012, p. 277). Minghetti 
(2003) mentions that the development of a CRM application requires serious knowledge about 
consumption needs of customers, behaviour and preferences, and the new technologies are the main 
factor that  fosters change in the hotel industry (Minghetti, 2003, p. 141).  
Under the circumstances we think that the new information technology (Global Distribution System, 
Internet, Fidelio, CRM etc.) has revolutioned the hotel industry and has developed some positive relations with 
customers, together with economic results.  
1.2. Performance in the hotel industry 
Literally speaking, the performance term relates to evaluation of indicators as profit, costs and market share  
(Laitinen, 2002). Philips (1996) in its attempt to adopt multidimensional approach in evaluation of 
performances in hotels, uses three dimensions (Reichel and Haber, 2005, p. 683):  
• Effectivity: occupancy, average daily rate per room etc., 
• Efficiency: profit, investment profitability etc., and 
• Adaptability: successful introduction of some new services/products, income that is generated by 
introducing some new services, respectively. 
Sink and Tuttle (1989) mention that performance should not be evaluated only through financial indicators, 
therefore non-financial indicators should be taken into consideration (customer satisfaction, employee 
satisfaction etc.) (Avci et al. 2011, p. 148). Reichel and Haber (2005) state that performance can be measured 
both objectively and subjectively, and hotel managers have unique objectives and own methods to measure 
performance according to which they evaluate the success of their work  (Reichel and Haber, 2005, p. 683). 
Under the circumstances, we think that it is important to mention that performance of hotels represents a 
rather new concept in specialty studies nationally, and managers develop own methods to evaluate the 
performance of their work. Therefore, we used within the research the general indicators used in evaluating 
performance, indicators that focus on the efficiency of work, respectively, such as: turnover for each category 
of activity, market share, occupancy of accommodations, value of income and value of expenditure.  
2. Objectives, assumptions and methodology of research  
Within the research, research assumptions are defined starting from the research objectives, and for testing 
every assumption, statistical parametric and non-parametric methods have been used (table 1). Data achieved 
has been processed through the following software: SPSS 17.0 (Statistical Packages for the Social Sciences) 
and Microsoft Office Excel.  
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Table 1. Definition of objectives and research assumptions 
Objectives  Objective related assumptions  Research method 
used  
O1: Analysis of importance concerning 
implementation of information technology in 
hotels  
H1: At least  50% of hotels included in 
the study have indicated implementation 
of information technology as being 
important or very important   
Binomial test 
O2: Analysis of correlations between factors 
that define  information technology in hotels 
and performance  
H2: Implementation of information 
technology in hotels is positively 
correlated with performance indicators  
Pearson parametric 
correlations  
The statistical methods used in data analysis and interpretation are:  
• Pearson correlation tool (tool of parametric statistics), in order to measure intensity of a liniar relation 
between two quantitative variables  (Novak, 2004, p.127); and  
• Binomial test (non-parametric method of testing statistical assumptions), that uses study data in order 
to test the research assumptions that relate to binomial distribution, p and q, for a collectivity 
(Gravetter and Wallnau, 2009, p. 658). 
3. Description of studied population and research variables  
The studied population consists of a number of 42 hotels, located in Mureú county. Considering that the 
studied population is small-sized (42 hotels), this study has been carried-out through exhaustive research, data 
being taken over from the "List of tourist reception structures with classified accommodation functions" report 
shown by the Ministry of Regional Development and Tourism in Romania. Period of data collection was June-
September 2012.  
A significant stage of research was pre-testing of questionnarie, that took place in May 2012, to which a 
management representative participated in, for each classification category of hotels located in Târgu-Mureú, 
and as a result some variables have been changed, on this occasion being also tested the time provided to fill  
the questionnarie in. 
The elements studied within the research are the following: 
• Dimension of implementing information technology in hotels through the following 
variables: CRM  
applications, standard software  (Word, Excel, data bases), Front-office information systems type Fidelio, 
Information systems dedicated to bookings  (Worldspan, Amadeus, Galileo etc.), Hotel management systems 
Medallion PMS, Systems type eXpresSoft, Use of some specialized sites that provide us online consultancy 
and advertising; 
• Performance of hotels included in the study through indicators: Occupancy of 
accommodations, 
 Turnover for accommodation services, Turnover for food services, Turnover for other services, Market 
share,  
Volume of income and Volume of expenditure.   
In order to understand the dimension of information technology, respondents (hotel managers) have been 
asked to describe the importancy rate of variables, to this end using  a Likert scale, from 1 (not important) to 5 
(very important). 
In order to measure the performance of hotels comprised in the study, respondents have been asked to 
mention the efficiency rate of indicators using a range scale (from very small – below 20%, to very big  - over  
80%) and to indicate the value of income and expenditure for 2011, also using the range scale  (from below 0.5 
million, to over Lei 15 million). 
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4. Results of research  
In order to test the research assumptions, we think that it is important to show the results of the descriptive 
analysis for variables that form dimension of information technology within research. 
Thus, the analysis carried-out over variables describing information technology within the hotels comprised in 
the study has the following features (figure 2): 
• The highest average scores within the study have been achieved by variables We use  standard 
software (Word, Excel, data bases) and We use services of some specialized sites that provide us 
online consultancy and advertising, 4.64 and 4.55 respectively, meaning that hotels consider these 
variables very important for their hotel work; 
• Variables We use hotel management system Medallion PMS and We use  of systems type  eXpresSoft, 
have achieved the lowest average scores within the survey, 1.5 and 1.6 respectively, meaning that an 
extremely low number of hotels uses this type of information technology in hotel management; and 
• Variables We use front-office information systems type Fidelio, We use information systems dedicated 
to bookings (Worldspan, Amadeus, Galileo etc.) and We have a developed application type Customer 
Relationship Managament, have also achieved low average scores within the survey, around  2 and 3. 
 
 
Fig.1. Graphical representation of average score achieved by each variable in category  information technology within the entire study 
Testing of the H1 assumption has been carried-out by means of binomial test, checking if a percentage of 
50% of hotels comprised in the study have implemented applications focused on information technology (table  
2). 
Table 2. Results of binomial test for variables that define information technology in surveyed hotels 
Variables Group Criterium Absolute 
frequency 
Noticed 
weight  
Tested 
percentage  
Level of 
statistical 
significance  
2,38
4,64
3,24
2,12
1,6
1,5
4,55
1 2 3 4 5
We have a developed application type Customer
Relationship Management
We use standard software (Word, Excel, databases)
We use front-office information systems type Fidelio
We use information systems dedicated to bookings
(Worldspan, Amadeus, Galileo  etc)
We use hotel management system type Medallion PMS
We use systems type eXpresSoft
We use services concerning some specialized sites that 
provide us   
    online consultancy and advertising
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We have a developed application type 
Customer Relationship Management 
Group 1 <= 4 36 .86 .50 .000 
Group 2 > 4 6 .14   
Total  42 1.00   
We use standard software (Word, 
Excel, data bases) 
Group 1 <= 4 15 .36 .50 .088 
Group 2 > 4 27 .64   
Total  42 1.00   
We use front-office information 
systems type Fidelio 
Group 1 <= 4 28 .67 .50 .044 
Group 2 > 4 14 .33   
Total  42 1.00   
We use information systems dedicated 
to bookings (Worldspan, Amadeus, 
Galileo, etc) 
Group 1 <= 4 39 .93 .50 .000 
Group 2 > 4 3 .07   
Total  42 1.00   
We use hotel management system type 
Medallion PMS 
Group 1 <= 4 38 .90 .50 .000 
Group 2 > 4 4 .10   
Total  42 1.00   
We use systems type  eXpresSoft Group 1 <= 4 42 1.00 .50 .000 
Total  42 1.00   
We use services of some specialized 
sites that provide us online consultancy 
and advertising   
Group 1 <= 4 16 .38 .50 .164 
Group 2 > 4 26 .62   
Total  42 1.00   
Starting from the results of binomial test, the test related assumption has been confirmed only for variables 
We use standard software (Word, Excel, data bases) and We use services of some specialized sites that provide 
us online consultancy and advertising, the latter having a statistical significance of Į=0.16. Therefore, the 
assumption is partly confirmed.  
In order to test the H2 assumption, we used the Pearson parametric correlation coefficient in order to test the 
sense and intensity of connection between the variables information technology category  and the performance 
indicators in hotels, results being shown in table 3.  
 
 
 
Table 3. Results of Pearson correlation analysis between information technology category and efficiency indicators in hotels 
  
VARIABLES 
O
cc
u
pa
n
cy
 o
f 
ac
co
m
m
o
da
tio
n
s 
Tu
rn
o
v
er
 
fo
r 
 
ac
co
m
m
o
da
tio
n
 
se
rv
ic
es
 
Tu
rn
o
v
er
 
fo
r 
fo
od
 
se
rv
ic
es
 
Tu
rn
o
v
er
 
fo
r 
o
th
er
 
se
rv
ic
es
 
M
ar
ke
t s
ha
re
 
In
co
m
e 
Ex
pe
n
di
tu
re
 
We have a developed Correlation .326* .348* ,258 .328* .364* .448** .484** 
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application  Customer 
Relationship 
Management 
Level of 
significance  
,035 ,024 ,099 ,034 ,018 ,003 ,001 
N 42 42 42 42 42 42 42 
We use standard 
software  (Word, Excel, 
data bases) 
Correlation -,136 -,136 -.333* -,108 -,154 -,237 -,222 
Level of 
significance  
,391 ,391 ,031 ,495 ,330 ,131 ,159 
N 42 42 42 42 42 42 42 
We use front-office 
information systems type  
Fidelio 
Correlation ,079 ,138 -,019 ,043 -,020 ,200 ,197 
Level of 
significance  
,617 ,382 ,906 ,786 ,898 ,205 ,212 
N 42 42 42 42 42 42 42 
We use information 
systems dedicated to 
bookings (Worldspan, 
Amadeus, Galileo  etc.) 
Correlation -,091 -,068 -,206 -,184 -,192 ,159 ,212 
Level of 
significance  
,565 ,667 ,190 ,244 ,223 ,313 ,177 
N 42 42 42 42 42 42 42 
We use the hotel 
management system  
Medallion PMS 
Correlation ,156 ,257 ,206 ,224 ,252 .390* .452** 
Level of 
significance  
,325 ,100 ,190 ,154 ,107 ,011 ,003 
N 42 42 42 42 42 42 42 
We use systems type 
eXpresSoft 
Correlation -,003 ,058 ,119 ,143 ,088 ,146 ,223 
Level of 
significance  
,985 ,714 ,452 ,366 ,581 ,355 ,155 
N 42 42 42 42 42 42 42 
We use services of some 
specialized sites that 
provide us online 
consultancy and 
advertising 
Correlation ,166 ,016 -,085 ,138 ,052 ,027 -,011 
Level of 
significance  
,292 ,922 ,593 ,382 ,741 ,866 ,943 
N 42 42 42 42 42 42 42 
   ** Significant correlation at level  0.01 
   *Significant correlation at level  0.05 
   N = number of employees  
The results emphasize the fact that only for the following variables, values that are statistically significant 
for the study have been achieved, therefore: 
• Medium intensity positive correlations between variables: We have a developed application  
Customer Relationship Management and indicators Income (0.448) and Expenditure (0.484); We use the hotel 
management system Medallion PMS and Expenditure indicator  (0.452); 
• Low intensity positive correlations between variables: We have a developed application Customer 
 Relationship Management and Occupancy (0,326), Turnover for accommodation services (0.348), Turnover 
for other services (0.328), Market share (0.367) indicators ; We use the hotel management system Medallion 
PMS and Income (0.390) indicator; 
• Low intensity negative correlation between variable: We use standard software (Word, Excel, 
 databases) and Turnover for food services  (- 0.333); 
Concerning the results shown, we mention that this assumption is partly confirmed.  
5. Conclusions  
Individual contributions at empirical level are important for both managers of hotels in Mureú county and 
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decision making authorities available nationally.  
The results of analysis carried-out emphasized that only two of the variables that define information 
technology in the hotel industry in Mureú county- We use standard software (Word, Excel, databases) and  We 
use services of some specialized sites that provide us online consultancy and advertising – have been 
considered as being important and very important by over 50% of the managers. In addition, the research has 
emphasized low intensity positive correlations for variables – We have a developed application Customer 
Relationship Management, We use standard software (Word, Excel, databases) and We use the hotel 
management  system Medallion PMS, and for all the other variables, results have not registered a statistical 
significance.  
Consequently, if within the foreign research strong intensity relations have relieved between dimension of 
information technology and performance, low intensity relations have relieved for our research as well as 
relations that are unsignificant statistically. Therefore, we suggest that managers who work in the hotel industry 
in Mureú county should implement the current  information systems of hotel management together with the 
customer focused information systems that provide added value to services supplied to customers. 
As regards the future research prospects, we think that they come from the research limits. Therefore, the 
surveyed  population is small-sized, and as a result, we can decide to include much more hotels in our future 
research, from several geographical areas of the country. Moreover, we think that the ownership of hotels 
should be analyzed in the future in order to indicate if implementation of information technology is different in 
hotels pertaining to an international hotel group.  
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